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9-1. Scope

This chapter defines procedures and responsibilities for the ISM Quality System (QS), Warranty Program (WP) and Report of
Discrepancy (ROD).

9-2. Applicability

These procedures are applicable to all activities and organizations participating in an ISM repair program.

9-3. Quality System bidding eligibility requirements

Maintenance Activities (MA) must have an ISO 9002 quality system manual completed and approved by the NSMM in order to bid on
National and Regional COE Repair Programs. MA will not be eligible to compete for Regional COE or National work if they fail to meet
the Quality System audit requirements.  Quality System requirements for new sites will be evaluated on a case by case basis by the
NSMM.

9-4. Quality System Background and Concept

   a.  The International Organization for Standardization (ISO), headquartered in Switzerland develops and promotes worldwide quality
compliance programs.  These programs, including ISO 9002, employ planning, process control, and continuous improvement measures
to assure customer satisfaction with products produced and/or services provided.  ISO 9002, adapted by the U.S. Army Commands, is a
proactive quality system that uses process information to prevent occurrence of nonconforming products/services.  Better quality is
possible at lower cost, since there will be fewer nonconforming products/services and less rework.  The ISO objective is customer
satisfaction, which means meeting customer quality requirements at the lowest possible cost.  This objective is accomplished through a
quality system that addresses all activities necessary to assure confidence in the process used to produce a product.  “Product” includes
both goods (e.g., hardware, software, processed materials, etc.) and services (Reference enclosure 9-1).

   b. In accordance with ISO 9002, a Quality System consists of a Quality Manual defined as a Level A document, implementing
procedures defined as Level B documents, and supporting documents defined as Level C documents, such as Quality Plans, job
descriptions, specific work procedures, checklists, charts, graphs, records and reports.  The entire set of documentation (levels A, B, and
C) comprise the quality system (QS). Once documented, the QS must be implemented and maintained. The key ingredient for effective
QS is pro-active management support and upper management commitment.  QS effectiveness is measured by internal/external audits
and customer satisfaction.

   c. ISO defines a Quality Plan as a document that sets out specific quality practices, resources, and sequences of activities relevant to
a particular product, project, or contract.   Quality plans provide a mechanism by which to connect existing generic quality system
procedures to specific requirement of the product, project, or contract.  Plans may dictate the development of a comprehensive set of
procedures or instructions over and above those that already exists; additional procedures or work instructions may be required.
Ranging from simple (e.g., for an simple piece-part) to lengthy and detailed (e.g., for a complex product), quality plans in either case
must follow the requirements of your own quality system and reference applicable procedures.  Areas that should be considered for
inclusion in a quality plan includes: purpose/scope; definition/references; document control; schedule of equipment, including quality
activities; flowcharts; descriptions of inspection and testing, including methods and equipment; customer acceptance criteria;
safety/reliability factors; and packaging and storage information.

9-5. QS/WP approach

    a.  ISM national repair programs -  National repair programs are funded by the AMC MSCs.  As a result, MSCs have a recognized
responsibility to monitor all aspects of ISM national repair programs, including QA/WP issues. The MSCs may, in coordination with the
NSMM, and RSMM/TSMM/LSMM, perform quality system visits at ISM maintenance activities that conduct repair programs for their
respective equipment. Other activities include, but are not limited to, resolving problems or complaints, developing/refining quality
system plans and strategies and initiating/continuing working relationships with repair activity personnel.  Depending on circumstances,
the NSMM may accompany visiting teams. The RSMM/TSMM have the option of accompanying or participating in the team visits. Upon
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completion of the visit, the MSCs will provide findings/recommendations to the NSMM.  NSMM will forward the report through the ISM
management structure to the maintenance activity. Specific ISM National Repair Program QA/WP procedures are discussed in
paragraph 9-6.

    b. ISM regional repair/COE programs - The primary advocates for QA/WP efforts during ISM regional repair/COE programs are the
MA/LSMM/AMM. The LSMM/AMM must ensure that all ISM maintenance activities comply with the prescribed ISO 9002 standards.
The MA has the overall responsibility to develop, execute, and manage the quality system. The RSMM/TSMM and NSMM may
periodically audit quality programs to track compliance and resolve any noted issues. RSMM/TSMM and LSMM/AMMs may monitor all
maintenance activities’ Levels A,  B and C documentation for compliance with ISO 9002 requirements and execution of annual internal
audits (Reference paragraph 9-11). Specific regional COE QA/WP procedures are discussed in paragraph 9-9.

9-6. Quality system management responsibilities

  a.  ISM Corporate Board

      (1) Resolves Quality Assurance (QA) and Warranty Program (WP) issues elevated from the NSMM.

      (2) Approves/disapproves revisions to the ISM QA/WP procedures presented by the NSMM.

      (3) Authorizes the NSMM to approve/disapprove minor QA/WP procedural changes.

   b. NSMM

      (1) Serves as Program Manager for ISM QA/WP programs. The NSMM is charged with managing the ISM QA/WP program. The
NSMM coordinates with AMC MSCs, RSMM/TSMM and/or other sources for expertise to carry out this mission.

      (2) Reviews, makes recommendations and gives final approval to all maintenance activities Level A Quality Manuals (QM).

      (3) After initial quality manual approval, the NSMM may conduct a desk side audit of Level B implementing instructions and selected
Level C supporting documentation and provide an assessment of the documented quality system to the RSMM/TSMM.

      (4) Conducts external quality system audits.

      (5) Resolves QA/WP issues elevated from the RSMM/TSMM and MSC.

      (6) Assists the Corporate Board in resolving issues raised from the RSMM/LSMM level.

      (7) Serves as the proponent for the ISM quality system Audit and Assistance Program (external audit) to ensure ISO 9002
compliance.

      (8) Coordinates through RSMM/TSMM for external audit reviews.

      (9) Monitors internal audits and follow up corrective actions.

      (10) Establishes and maintains National Product Quality Deficiency Report (PQDR) database and monitors regional/theater PQDR
databases.

      (11) Maintains quality system historical files for 3 years, including Level A documentation, quality system training and results of
external audits.  Maintains copies of all approved quality manuals and internal audit corrective action reports. Establishes and maintains
an internal audit database.

      (12) Approves/disapproves all minor QA/WP program system changes.
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      (13) Forwards copies of all completed National PQDRs to the appropriate AMC MSC quarterly.

      (14) Provides ISO 9002 quality system training commensurate with funding availability.

      (15) Compares Quality Plans for basic consistency for product lines that appear in two or more regions/theaters.

   c. AMC MSC

      (1) Coordinate with the NSMM on ISM QA/WP policy.

      (2) Fund MSC costs associated with performance of on-site Audit and Assistance Program reviews.

      (3) Provides subject matter expert (SME) team members who are familiar with the ISO 9002 procedures and checklists to the NSMM
for assistance in the conduct of external audits.

      (4) Coordinates all unresolved QA/WP issues with the NSMM.

      (5) Monitors national PQDRs in accordance with standard practices as a program assessment tool.

      (6) Informs the NSMM office of all proposed MSC visits to ISM repair activities.

   d. RSMM/TSMM

      (1) Coordinates with LSMM/AMM for NSMM external audit visits.

      (2) Participates in assistance visits as required.

      (3) Monitors regional/theater QA/WP programs.

      (4) Elevates all unresolved QA/WP issues to the NSMM.

      (5) Provides access to all PQDRs ISM automation tables/databases to the NSMM.

      (6) Forwards all draft Level A Quality Manuals from maintenance activities to the NSMM for review and approval.

      (7) Accomplishes QA actions for national ISM repair programs as outlined in paragraphs 9-6 and 9-7 and regional/theater programs
as outlined in paragraphs 9-8 and 9-9.

      (8) Forwards maintenance activity formal internal audit results to the NSMM.

      (9) Forwards the NSMM assessment of the maintenance activities documented quality systems to the LSMM/AMM.

      (10) Reviews quality plans for consistency with paragraph 9-3.c.

   e. LSMM/AMM

      (1) Monitors and assesses all ISM QA/WP program(s) in their area of responsibility.

      (2) Coordinate with maintenance activities for all Quality Manuals and forward copies of the manuals through the RSMM/TSMM to
the NSMM.

      (3) Coordinates through RSMM/TSMM for NSMM external audit visits.
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      (4) Notifies the RSMM/TSMM of any PQDRs, RODs and loss of capability, which result in a line stoppage lasting longer than 24
hours.

      (5) Provides completed PQDRs to the RSMM/TSMM in accordance with paragraphs 9-6 (national) and paragraph 9-8 (regional).

      (6) Coordinates with the MA and provides the RSMM/TSMM with a schedule when the Quality Plans will be submitted.

      (8) Assures that maintenance activities conduct annual formal internal audits.

      (9) Furnishes maintenance activities’ formal Internal Audit results to RSMM/TSMM and forwards results of all internal audits and
actions taken to the RSMM/TSMM.

      (10) Coordinates with maintenance activities in responses to External Audits and provides responses to RSMM/TSMM.

      (11) Forwards the NSMM assessment of the maintenance activities’ documented quality system received through the
RSMM/TSMM/LSMM/AMM to the appropriate maintenance activity.

      (12) Maintain QA/WP historical files for 3 years, including results of internal and external audits, regional and national PQDRs,
maintenance activity quality manuals, and documentation pertaining to problems impacting quality.

   f. Maintenance Activities

      (1) Establishes and manages a quality system in compliance with ISO 9002.

      (2) Conducts an annual internal audit of all maintenance related quality system functions.

      (3) Forwards findings of the internal audits and actions taken to the LSMM/AMM.

      (4) Ensures historical files are kept IAW prescribed Regulations/ Local SOP.

9-7. National quality assurance procedures

   a.  PQDRs on national warranty work will be used to identify and correct quality deficiencies and trends within the repairing activity.
PQDRs are prepared by the owning unit and submitted through the LSMM/RSMM/TSMM to the NSMM. Repairing MA will notify the
NSMM, through the LSMM/RSMM/TSMM, if there is a loss of capability to meet QA/WP compliance for National Repair Programs. Any
repairing MA receiving a PQDR for national warranty work will notify the NSMM through the AMM/LSMM/RSMM/TSMM and provide
them with a copy of the PQDR. The investigation of PQDRs with the corrective and preventive actions taken will be in accordance with
the repairing activity’s Quality Manual (ISO 9002). Upon completion of the quality review process, a copy of the findings and actions
taken for each PQDR will be forwarded by the repairing MA through the AMM/LSMM/RSMM/TSMM to the NSMM. The NSMM will
establish and maintain a PQDR database. NSMM will forward all findings to the appropriate AMC MSC.

   b. PQDRs must meet the following criteria to be considered valid:  (PQDRs not meeting the criteria may not be valid and will be
returned without action.)

      (1) The component failed within the warranty period specified in the repair program SOW (Reference enclosure 9-3).

      (2) Prior to removal of the component from the end item, an LAR/MA QC inspector performed an on-site inspection of the item.
When this is not feasible (for example, the unit is involved in a field training exercise, LAR/MA QC inspector is not available, or otherwise
deployed from home station), the unit should segregate the item and initiate a warranty claim at the earliest opportunity.

      (3) The item was returned to the repairing activity for warranty repair unless an agreement  was reached between the owning activity
and the repairing activity on where the repair should be accomplished.
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   c. The following documents will be shipped with each repaired item:

      (1) National Warranty Information Fact Sheet.  (Reference enclosure 9-3)

      (2) Final Inspection Test Results appropriate to the item (i.e., Dynamometer, EQUATE) signed of by the operator/QC.

      (3) Serviceable Tag, DA Form 1574, attached to the component.

      (4) Oil Analysis Request Form, DA From 2026, with results annotated. (If applicable)

      (5) Maintenance Request Form, DA Form 2407 or STAMIS generated form used in lieu of.

      (6) Component Removal and Repair/Overhaul Record, DA From 2410 (Selected Aviation Items Only)

9-8. National warranty procedures

   a. Typically, warranties commence when the organizational maintenance activity/DSU first places the item in service. Failures caused
by misuse, mishandling, improper installation, improper operation, unauthorized repairs or unauthorized alterations are not covered by
the warranty.  The terms and conditions of a warranty for a National Repair Program will be specified in the SOW. Under the SOW, the
ISM COE will complete applicable portions of a National Warranty Information Fact Sheet (Reference enclosure 9-3).   If the warranty is
not specified in the SOW, there is no warranty requirement.

   b. The organizational maintenance shop, direct support unit (DSU), or other MA tasked to install the item will activate the warranty. If
the item fails under warranty the maintenance shop personnel will use the information provided in the National Warranty Information
Fact Sheet and initiate a PQDR in accordance with DA PAM 738-750 or DA PAM 738-751 (Aviation). Information contained in the ISM
warranty information fact sheet (Reference enclosure 9-3) packing envelope will guide the process.

      (1) The LAR or  MA QA/QC will verify applicability of the ISM warranty, assist the unit in preparing the PQDR and help arrange for
inspection of the failed item.  Multiple types of inspectors depending on the situation (i.e., supporting installation LAR or quality control
inspector) may do the inspection.  The PQDR will be presented to the inspector upon arrival for the on-site inspection. The LAR or MA
QA/QC inspector will inspect the item while it is still installed on the component/end item.  If the QC inspector validates initial failure, he
or she must complete block 22 of the SF 368 by writing the words "INITIAL FAILURE-YES", sign and enter the inspection date. The QC
inspector will provide five (5) copies of the PQDR to the unit and send one (1) copy to the supporting LSMM.

      (2) The warranty proprietor (original repairing MA/AMM/LSMM/Depot identified in the warranty fact sheet) may make the decision to
fund and have the item repaired locally for minor repairs or have the failed item shipped back to the repairing MA/AMM/LSMM/Depot for
repair.  If the repairs are not minor in nature or if the issue of warranty applicability is unclear, the item must be returned to the ISM
repairing activity (LSMM/AMM/Depot).

         (a) The MA will coordinate with their supporting AMM/LSMM and supply activity to deliver the item, along with DD Form 1348-1, a
DA Form 2407/5504 and two (2) copies of the PQDR, to ship to the repairing LSMM/AMM/Depot. The supporting AMM/LSMM will also
notify the repairing LSMM/AMM/Depot and RSMM/TSMM of the warranty failure and furnish them with a copy of the PQDR. The
RSMM/TSMM will inform the NSMM.

         (b) The repairing AMM/LSMM/Depot will review the PQDR, inspect the item to determine if the repairs are covered by the
warranty, and initiate repair. If the item failed due to poor workmanship or a mechanical defect and the ISM warranty covers the failure,
the applicable COE will be responsible for paying all costs associated with the repair. If the item failed due to misuse, mishandling,
improper installation, improper operation, unauthorized repairs or unauthorized alterations, the warranty coverage will be nullified.  In
those instances, the owning installation will be charged for repairs.

      (3) The repairing MA/AMM/LSMM will review the PQDR and provide a copy with actual findings to the owning activity and the
RSMM/TSMM. The RSMM/TSMM will forward a copy of the completed PQDR to the NSMM. The NSMM will maintain a PQDR
database and coordinate with the appropriate MSC Integrated Material Management Center.
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      (4) If the owning organization takes exception to final disposition of the PQDR, the matter will be elevated to the RSMM/TSMM for
resolution. In the event the RSMM/TSMM cannot resolve the issue, the matter will be referred to the NSMM. The decision by the NSMM
is final. The issue should be resolved within 45 days from the date the repairing maintenance activity receives the PQDR.

   c. Validated PQDRs received on National Program work will activate a review of work procedures used even if the program is
completed.  A copy of findings and recommendations will be forwarded by the repairing maintenance activity through the
LSMM/AMM/Depots to the RSMM/TSMM.  The RSMM/TSMM will forward a copy to the NSMM.   An external investigation by the
RSMM/TSMM will be initiated when three (3) or more MA faults are received in a 6-month period on the same NSN.  A copy of the
findings and recommendations will be forwarded to the NSMM. Six (6) or more valid PQDRs resulting from workmanship, within a year
period starting with the date of the first PQDR, will initiate an external investigation by the NSMM. Reoccurring PQDRs resulting from
workmanship could result in the loss of future National Program work.

9-9. Regional/COE warranty procedures and responsibilities

   a.  ISM COEs warrant regional repair program items will be free from workmanship and mechanical defects at the time the items are
first installed/put in service and for thirty (30) days after installation.  As a sign of this commitment to quality work, the warranty covers the
costs to ship failed items to the repairing ISM MA, repair them to serviceable condition and then return them to the owning GS/RX
account or originating activity. Failures caused by misuse, mishandling, improper installation, improper operation, unauthorized repairs or
unauthorized alterations are not covered.

   b. The ISM COE will register the warranty when the repair job order is completed (DTE-CMPL) by completing applicable portions of a
Regional Warranty Information Fact Sheet (Reference enclosure 9-4). The COE will over-pack the Warranty Information Fact Sheet in a
fluorescent orange packing envelope and attach it to the item along with shipping documents and all test results signed off by a QA/WP
representative. The outside will be marked in accordance with paragraph 9-12. If a failure occurs, the installing unit/activity will use the
Regional Warranty Information Fact Sheet to activate the warranty and subsequently report a warranty claim.

   c. The organizational maintenance shop, direct support unit (DSU) or other MA tasked to install the item will activate the warranty if the
item fails on installation or within thirty (30) days after installation.   Maintenance shop personnel will use the accompanying
documentation information (Reference 9-13) in accordance with DA PAM 738-750 or DA PAM 738-751 (aviation) for this purpose. The
process will be guided by the information contained in the Regional Warranty Information Fact Sheet inside the packing envelope. The
following information addresses specific responsibilities for managing the ISM COE/Regional warranty process.

   d. Responsibility of the Owning LSMM/AMM

      (1) Establish local procedures for the customer to contact a quality assistance representative when a suspected QDR failure occurs.
(The process will be documented in their quality system level C procedure.)

      (2) Establish local procedures for notification of and coordination with the supporting LAR when a suspected failure occurs. (The
process will be documented in their quality system level C procedure.)

      (3) Make an initial assessment on receipt of the PQDR to determine if the item should be returned to the COE LSMM/AMM.  This
decision will normally be made if repairs can be accomplished quickly and inexpensively.  Disagreements will be arbitrated by the
RSMM/TSMM.  If the decision is that the item will be repaired by the owning LSMM/AMM, the COE LSMM will report the agreement via
e-mail to the RSMM/TSMM and owning LSMM/AMM.  The owning LSMM/AMM will charge the cost to repair to the repairing COE
LSMM/AMM MIPR and provide all documentation of the quality investigation and findings to the COE LSMM/AMM and RSMM/TSMM
(Reference enclosure 9-5).  If the decision is to return the item to the repairing activity, the owning LSMM/AMM will direct the GS RX or
supply activity to deliver the item, along with the DD Form 1348-1, DA Form 2704/5504 and two copies of the PQDR, to the local
shipping facility for shipment to the repairing LSMM/AMM/Depot.

      (4) Intensively monitor all PQDRs received to determine if the item is going to be returned to the repairing maintenance activity IAW
the regional PQDR timeline (Reference enclosure 9-6).  Notify the COE LSMM/AMM and RSMM/TSMM via E-mail when an item will
not be returned.
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      (5) Coordinate with the installation reparable item exchange supporting SARSS-O account manager to ensure that items identified
as PQDRs are not turned in as excess.

      (6) Coordinate with the installation reparable exchange account managers to ensure the LSMM/AMM is notified when a PQDR
unserviceable item return is processed.

      (7) Coordinate the roles of the Maintenance Activity QA/QC representative and supporting LAR,  who are critical to the success of
the PQDR process.  They will examine the failed item to determine the type of failure.  They may be the last maintenance personnel to
examine the item.  They should identify the source of repair of the item and indicate how that the SOR determination was made (i.e.,
label on the component or Regional Warranty Information Fact Sheet in the container).  The procedure of identification should be
annotated on the SF 368 and, if possible, all identifying documentation should be attached to the SF 368 copy and returned to the
owning LSMM/AMM.

      (8) The supporting LSMM will coordinate with the supply support activity to deliver the item with supporting documentation.

      (9) Provide the results of the PQDR investigation to the initiating unit Battalion/05 Level Commander or State Maintenance Officer
and supporting LAR (Reference enclosure 9-5).

      (10) Elevate any concerns or disagreement on PQDR results to the RSMM/TSMM for further review and resolution.

      (11) Designate a point of contact (POC) within the LSMM/AMM office to serve as the interface with the RSMM/TSMM and other
LSMM/AMMs regarding PQDRs.  This POC is responsible to ensure PQDRs received by the LSMM/AMM are responded to IAW the
Maintenance Activities Quality System and BPM.  Notify the RSMM of the POC name and phone number of the designated POC to
perform this function.

   e. Responsibility of the COE LSMM/AMM

      (1) The COE LSMM/AMM  (IMMO/State Maintenance Officer) will establish procedures to ensure there is positive control of items
identified as PQDR repairs.  To assist in that process, they will provide a copy of all SF 368s to the appropriate shop that will perform the
initial inspection of the failed item.  The shop will ensure that all items received will be compared against all open SF 368s until a match
is obtained.  The repairing activity will contact, as they determined necessary, the initiator of the PQDR to obtain additional information or
further clarify the events resulting in the failure of the item.

      (2) Upon completion of the maintenance activity quality investigation, a memorandum response (Reference enclosure 9-5) will be
sent from the maintenance activity through the Owning AMM/LSMM to the customer who initiated the PQDR.  The written response will
address the findings of the quality investigation and any actions taken by the maintenance activity to improve the quality process.  (Note:
If the item was not returned to the maintenance activity, the LSMM/AMM will review the details of the SF 368 (block 22) along with any
other SF 368s received on a similar line and will determine if any corrective actions are warranted.)

      (3) Pay all costs for repair, to include shipment to and from the maintenance activity, for those failures which occurred due to
workmanship or mechanical defect.  Charge to the owning installation’s MIPR the cost for repair and transportation for those failures
which occurred due to misuse, mishandling, improper installation, improper operation, unauthorized repairs, or unauthorized alterations.

   f. RSMM/TSMM responsibilities

      (1) Maintain a data table in EMIS 3.0 of regional PQDRs.

      (2) Perform trend analysis from a regional perspective of PQDR results.  Negative trends will be considered in reviewing
maintenance activity performance.

      (3) Monitor open PQDRs IAW regional time line (Reference enclosure 9-6)

      (4) Arbritates final results of PQDRs when necessary.  When reviewing disputed findings, the RSMM/TSMM may call upon other
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technical resources in arriving at a final conclusion.

   g. Initiating Unit/Maintenance Activity responsibilities

      (1) Units suspecting an initial failure will prepare an SF 368 IAW DA PAM 738-750 or DA PAM 738-751 (aviation) and contact their
supporting LAR or MA QA/QC Inspector to validate the failure.

      (2) If the owning organization takes exception to the final disposition of the PQDR, they will submit their concerns in writing to the
RSMM/TSMM for resolution.  In the event the RSMM/TSMM cannot resolve the issue, the matter will be referred to the NSMM.  The
decision of the NSMM is final.  The issue should be resolved in 45 days.

   h.  NSMM responsibility

         The NSMM monitors and accesses the regional/theater databases to assist in resolving PQDR issues elevated from the
RSMM/TSMM.  The PQDR database will be used by the NSMM to monitor reoccurring equipment failures and to analyze the quality
system for improvement.

9-10. Regional PQDR oversight

   a. The RSMM/TSMM will establish and maintain a PQDR database of local and regional ISM repairs. This database will not include
national repair PQDRs. In the majority of cases, the RSMM/TSMM will resolve all disputes concerning the validity of a PQDR for
regional/theater work. If, for whatever reason, the dispute cannot be resolved, provisions of paragraph 9-5 will apply.

   b. PQDRs for local or regional ISM warranty work will be used to identify and correct quality deficiencies and trends within repairing
activities. A valid PQDR is one that meets the following criteria:

      (1) The item failed within 30 days of being put into service.

      (2) An LAR/QC inspector performed an on-site inspection of the item prior to its removal from the component or end item.

      (3) An LAR/QC inspector validated the failure.

      (4) An LAR/QC inspector signed and dated the PQDR. The PQDR date will be the date of inspection by the LAR/QC inspector.

      (5) The item was returned to the repairing activity that repaired the item for warranty repair unless an agreement was reached
between the owning LSMM and the repairing LSMM concerning where the repair should be accomplished.

   c. PQDRs that meet the above criteria will be considered in evaluating quality processes at the repairing activity. The following
procedures will apply to valid PQDRs:

      (1) The investigation of PQDRs and corrective/preventative actions will be taken in accordance with the repairing activity’s quality
system (ISO 9002).

      (2) Upon completion of the repairing activity’s quality review process, a copy of the findings and actions taken for each PQDR will be
forwarded to the LSMM/AMM. The LSMM/AMM will forward copies to the RSMM/TSMM whom in turn will forward copies to the NSMM.

   d. PQDRs that do not meet the criteria in paragraph 9-9.b. will be returned without action and will not be processed as a PQDR.

   e. LSMM/AMMs will track the flow of COE PQDRs, equipment improvement reports (EIRs) and RODs, and forward copies of all
discrepancy/deficiency reports to the RSMM/TSMM who in turn will forward to the NSMM.

9-11. Internal audit systems
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   a. Establishing an internal auditing system should be one of the first orders of business for the MA’s since it is critical to ensuring a
successful quality repair program. The primary goal of the internal audit is to evaluate the operational effectiveness of the quality system.
It is a tool for making improvements and should enhance quality within the work centers.  An effective quality system audit will provide:

      (1) An evaluation of current performance.

      (2) An evaluation of current system capability.

      (3) Improved communication and motivation.

      (4) Factual and unbiased input for decision-making.

      (5) Identification of opportunities for improvement.

      (6) Identification of training needs and effectiveness.

   b. When planning an internal quality system audit, positive programs must be established to audit all elements of ISM maintenance
activity operations. Audit plans should include:

      (1) Audit team: List the lead auditor and the members of the audit team. No more than six members should comprise an audit team
and no more than two members should interview an individual at any given time.

      (2) Audit scope: Set the audit boundaries, such as the specific organization's activities and processes slated for review. All quality
system elements will be formally audited, as a minimum, annually.

      (3) Performance standards: List the specific criteria against which the activity will be audited. The criteria typically are the quality
manual policies, implementing procedures, and supporting documentation.

      (4) Audit schedule: List major audit activities, responsibilities and expected completion dates.  All quality elements must be audited
annually.

      (5) Interviews: List everyone that must be interviewed in order to determine the system's effectiveness.

      (6) Checklist: Checklists should be prepared for each interview and each activity that is to be reviewed.  Checklists help auditors
organize all of the key points and requirements from the various documents that are viewed as performance standards and ensure all
points are adequately covered during the audit. Enclosure 9-2 includes typical checklist questions than can be used to determine each of
the standards requirements.

   c. Conducting an internal quality system audit: Audits should not be punitive in nature; rather, they are an effective mechanism for
ensuring continuous improvement. They should provide management with unbiased answers to several important questions.

      (1) Does the audited activity have proper documents such as an approved Level A quality manual; Level B implementing
procedures; and Level C supporting documentation such as quality plans, job descriptions, specific work procedures, checklists, charts,
graphs, records and reports?

      (2) Do current practices meet requirements outlined in the policies and procedures?

      (3) Is the entire system effective in meeting its intended purpose?

      (4) How can the system be improved?

   d. Collecting verifiable evidence: By reviewing appropriate records and conducting interviews with personnel directly involved in the
activity, internal audits can collect verifiable evidence of quality awareness. All conclusions must be based on observed facts that cannot
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be disputed. The burden of proof regarding noncompliance is on the auditor. Opinions should never enter into audit results. However,
identification of noncompliance should not be the total focus of the audit. The audit should also note system strengths and outstanding
performance. This helps avoid the frequent negative perception of auditing.

   e. Reporting audit results:

      (1) Two types of noncompliance are typically reported.

         (a) Observations: Observations are statements of facts substantiated by objective, verifiable evidence accumulated during the audit
process. Verifiable evidence includes qualitative and quantitative information, records, data and statements made during interviews that
support the observation. Observations indicate the presence of system weaknesses, but do not necessarily lead to the conclusion that
the entire system is ineffective. Observations should be viewed as opportunities for making system enhancements.

         (b) Findings: Findings are statements of fact identifying a significant system non-compliance, which, if not corrected, could render
the system ineffective. Findings may be of a major or minor nature.  A major non-conformity report addresses a serious deficiency that
could adversely affect quality of the product or services.  It may be a complete absence or complete breakdown of a required system.  A
minor non-conformity report is used when a temporary failure to meet the quality system requirements occurs, but is not significant
enough to be a major issue. Both types of findings require corrective action reports.

      (2) A report of all findings will be forwarded through the RSMM/TSMM to the NSMM within 30 days from date of the inspection. The
report will include the completed checklist along with a definitive assessment of compliance with established standards accompanied by
significant observations relative to the audit objective plus sufficient and relevant information on evidence including explanations and
comments. Observations should be ranked by importance and arranged in a logical order. This report will also have a timetable for
correcting all non-compliance, not to exceed 60 days.

      (3) Results of corrective actions will be reported through the RSMM/TSMM to the NSMM. MA will not be eligible to compete for COE
or National work if they fail to meet the annual audit requirement. .

   f. The duties and responsibilities of the internal audit members are:

      (1) Lead Auditor
         (a) Assist in selection of other audit team members
         (b) Prepare the audit plan
         (c) Represent the audit team to the auditee management
         (d) Submit the audit report
         (e) Plan the audit
         (f) Prepare work documents
         (g) Brief the audit team
         (h) Review existing quality system documentation to determine adequacy
         (i) Report critical nonconformance to the audit immediately
         (j) Report major obstacles encountered in performing the audit
         (k) Report results clearly, conclusively, and without delay.
         (l) Submit formal report to the auditee.

      (2) Auditor
         (a) Supports the lead auditor
         (b) Well versed in the types of quality and product specifications the audit is using
         (c) Perform assigned tasks in a timely and professional manner
         (d) Review objective evidence and decide whether a nonconformance exists
         (e) Assure that all findings and non-conformances are documented
         (f) Follow the audit plan

      (3) Auditee
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         (a) Appoint lead auditor
         (b) Correct all findings of the audit team
         (c) Forward a copy of all findings and corrected actions to the NSMM through the RSMM/TSMM and LSMM.

      (4) LSMM with AMMs
         (a) Provide leadership in quality
         (b) Review and evaluate all internal findings and corrected actions taken
         (c) Assist in any way requested whenever practical.
         (d) Forward results of the audit to the RSMM/TSMM

      (5) RSMM/TSMM
         (a) Provide leadership in quality
         (b) Review and evaluate all internal findings and corrected actions taken
         (c) Assist in any way requested.
         (d) Forward results of the audit to the NSMM

      (6) NSMM
         (a) Provide leadership in quality
         (b) Review and evaluate all internal findings and corrected actions taken
         (c) Assist in any way requested.

9-12. External Audit and assistance program

   a. The audit team’s primary objective is to review the quality program as implemented and to ensure all requirements of ISO 9002 are
met. Level B implementing procedures and Level C supporting documentation must be implemented and available to the work force. To
ensure compliance with the ISO 9002 standards, the assessment will involve a close, in-depth appraisal of all the maintenance activity’s
procedures and systems relating to quality. It will not be sufficient to have only needed documentation, such as quality manuals, but the
maintenance activity must demonstrate the practical and effective application of those systems and procedures. In addition, they must
provide records to verify that quality systems are ongoing and effectively utilized.

   b. The NSMM will conduct a desk side audit of the quality manual, implementing procedures and internal audit results prior to the on
site visit. The maintenance activity will provide the required information within 30 days prior to the date of the scheduled audit. An
external audit will not be conducted until the documented quality system has been implemented and a formal internal audit conducted.

   c. The assessment will follow procedures similar to those used with internal audits as noted in paragraph 9-10. Documentation for the
internal audit should serve as the foundation for the external audit.

   d. The assessment will normally utilize the following procedure:

      (1) The audit team will ask to speak to the personnel responsible for performing a specific activity. The audit team will ask each
person to briefly explain how he or she performs their job and fulfills their key responsibilities. Normally these exchanges are general in
nature and should be open ended, such as, “Please explain your incoming material inspection procedure?"

      (2) The team will then switch to questions such as, "How do you know that is what you are supposed to do?" The intent is to review
how and where the activity is documented. Documentation is not necessarily a written procedure. Needed documentation may be
training records, flowcharts or sketches.

      (3) The team will want to see verifiable evidence that a quality system is in place, such as, Level C documentation.

      (4) The team will record comments, names, observations and general notes.  Findings or observations will be made only when the
auditor discovers deviations from requirements, observes noncompliance with documented procedures or identifies incomplete or
missing records.
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      (5) Upon audit completion, maintenance activity management will be briefed on findings and observations and be given a copy of the
auditor's notes. Within 30 days from the inspection date, a written report will be forwarded through the RSMM/TSMM and LSMM to the
maintenance activity manager. The report will include a definitive assessment of compliance with established standards along with
significant observations and/or findings relative to the audit objective.  Sufficient and relevant information regarding evidence along with
explanations and comments will be in the report. Both observations and findings will be ranked by importance and arranged in logical
order prior to the scheduled audit.

      (6) When needed, corrective action reports will be sent through the LSMMs, then RSMM/TSMM to the NSMM within sixty (60) days
of receipt of original report.  Failure to comply may result in suspension of bid privileges.

9-13. Repair program component markings

   a. Mark the outside of the container/box by placing a fluorescent green stick-on-label (ISM in black letters) on the side and in the
middle of the container/box. The shipping container or packaging for the component will be marked with the component serial number.
The repairing maintenance activity will ensure that only the serial number of the repaired components in the container appears on the
outside of the container.  All other serial numbers and remarking will be removed.

   b. Documentation will be included with the repaired component to provide the customer clear identification of the repairing
maintenance activity and procedures to obtain warranty support should it become necessary. All documentation accompanying the item
will be complete and legible.  Documentation, to be placed in the container or package, will include as minimum;

      (1) Serviceable Tag, DA From 1574, attached to the component.

      (2) Copy of the ISM regional/COE warranty fact sheet (Reference enclosure 9-4).

      (3) Oil Analysis Request Form, DA Form 2026, with results annotated. (if applicable)

      (4) Maintenance Request Form, DA From 2407 or STAMIS generated form used in lieu of.

      (5) Final Inspection Test Results appropriate to the item (e.g. Dynamometer, EQUATE) signed by the operator/QC.

      (6) Component Removal and Repair/Overhaul Record DA Form 2410 (Selected aviation items only)

   c.  The warranty information fact sheet will be included with each repaired component.  Sample warranty information fact sheets are
enclosed (Enclosures National 9-3 or Regional 9-4). Maintenance activity will provide their name, address, and phone numbers in the
location identified in bold on the form. The signature of the final inspectors signifies that the product meets all final test requirements and
is ready for issue.

   d.  A label made of material suitable to the repaired component will be permanently affixed to the component in a prominent location.
Labels will be replaced each time the item is received for repair. Data plates or overhaul labels from depot level activities will not be
removed.  The labels will contain the following information:

      (1) Name of the repairing maintenance activity

      (2) Date Repaired

      (3) Work Order Number

      (3) National Stock Number of the repair component

      (4) Serial Number of the repaired component

      (5) LSMMs/AMMs DSN and commercial phone number
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      Note:  Label Exception - Items 1,2 and 3 are the minimum essential items.  Items 4, 5 and 6 will only be omitted if the component
does not lend itself to a label of sufficient size to include the information (e.g. CCAs).

   e.  The repairing maintenance activity will be identified in all documentation including the label by the government activity represented.
(e.g., DOL Ft Riley, KS, MIARNG, CSMS, DOL Ft Hood Aviation Maintenance Activity)  Telephone numbers provided will be to the
LSMM office.

9-14. Processing a COE Report of Discrepancy (ROD)

   a. Any LSMM/AMM that desires or requests special consideration by the RSMM/TSMM when performance is computed or during the
IFB process will provide sufficient information to document their position. Examples are copies of RODs containing the information in
figure 9-1 with supporting completed work orders reflecting the missing parts, which were charged to the work order.  A valid ROD will
include all items listed in paragraph 9-12.b, Figure 9-1and have an authorized quality control and/or quality assurance representative’s
signature.  Incomplete RODs will be returned by the LSMMs to the quality control /assurance section for corrective action.  RODs must
include the case number (if one was created) and the repairing activity WON.  Incomplete RODs will not be accepted by the
LSMM/AMM.  Labor charges are not included in the ROD charges.

   b. IAW 735-11-2 RODs will be submitted or accepted for:

      (1) Materiel received for repair which has missing parts, been cannibalized of non-expendable parts or components (including
cannibalization of non-expendable Basic Issue Item (BII) or a non-expendable AMC centralized management reparable item/part without
the authorization of the item manager when the total value of missing item(s) is in excess of $100. (Note: Expendable BII and
expendable spare/repair parts are not subject to the aforementioned procedures.) The repairing activity will charge any additional costs
to repair damaged parts and components to the shipping installation’s MIPR.

      (2) Any unsatisfactory condition resulting from improper packaging which causes or renders the item, shipment, package, or
container to be vulnerable to any loss, delay, or damage when the estimated or actual cost of correction exceeds $50. Packaging RODs
will be initiated upon receipt of the item.  The repairing activity will charge any additional packaging costs and costs to repair to the
shipping installation’s MIPR.

   c. The repairing activity will document any missing parts that are identified in the component configuration using the ROD (SF 364)
accompanied by a copy of the completed work order for the item being repaired, with charges for missing parts identified on the work
order.  The repairing activity may only submit RODs for missing parts to the owning LSMM/AMM in those instances where the repairing
MA purchased the missing parts and charged the work order.  Missing parts will be billed against the work order. Reimbursement for
other than missing parts will be processed and charged against the shipping installation’s MIPR using the SF 364  (IAW 735-11-2).

      (1) The LSMM/AMM initiating the ROD will fax a copy of the ROD and completed work order (for missing parts) to the LSMM/AMM
being charged.  The ROD will include the information contained in figure 9-1.

      (2) The LSMM/AMM will process the ROD through their servicing financial office in accordance with local procedures.

Case number
NIIN for the COE item
COE work order number for the component
Serial number of the COE component
NIIN for the missing part
Nomenclature for the missing part
AMDF price for the missing part
Total cost of missing parts charged to the work order.
Name of authorized quality control/ assurance representative signing the ROD

Figure 9-1



Chapter 9   Quality System

BPM Version III, 30 June 1999
9-14

Enclosure 9-1                                                 International Organization for Standardization (ISO)
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Enclosure 9-2                                                           ISM Quality Systems Audit Checklist
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Enclosure 9-3                                          ISM National Repair Warranty Information Fact Sheet

ISM NATIONAL REPAIR
WARRANTY INFORMATION FACTSHEET

1. SCOPE:  This item is a product of an Integrated Sustainment Maintenance (ISM) National Repair Program.  The item was repaired by
__(filled in by repairing maintenance activity)______.   RETAIN this document in the LOGBOOK for the end item in which it is
installed.

2. TERMS:  This ISM repair national warranty guarantees that this item will be free from all defects in material and workmanship for
( MA will enter warranty specified in the National SOW) .   If a failure does occur, the failure must be validated by the AMC LAR or
MA QA/QC representative before the item will be repaired without cost to you upon its return to the designated repairing activity.  Prior to
removal of the component from the end item, an LAR/QC inspector should perform an on-site inspection of the item. When this is not
feasible (for example, the unit is involved in a field training exercise, LAR/MAQC inspector is not available, or otherwise deployed from
home station), the unit should segregate the item and initiate a warranty claim at the earliest opportunity.  The customer has 60 days to
return the item to the specified repairing activity for warranty work.  The customer /owning unit is responsible for transportation cost to the
repairing activity.  The repairing activity is responsible for the cost to return the repaired item to the customer.

3. PROTECT YOUR INVESTMENT:

   a. After installation, annotate and enclose the warranty information sheet in the end item’s logbook for a minimum of one year.
   b. If the item fails, do not attempt to make any repair or adjustment.
   c. Do not remove the component from the end item.
   d. Any repairs or major adjustments must be approved by the warranting facility.
   e. Any unauthorized repairs or adjustments may void the warranty.

4. HOW TO PROCESS A WARRANTY CLAIM: ISM product quality problems are handled through the ISM Management channels.
Contact the Local Sustainment Maintenance Manager below and your own LSMM for an MA Quality Assurance/Quality Control
(QA/QC) representative, or the appropriate Logistics Assistance Representative (LAR) for assistance. Complete the SF 368 QDR IAW
DA PAM 738-750 or DA PAM 738-751 (aviation). If assistance is required, the unit may contact the National Sustainment Maintenance
Management (NSMM) Quality Team at 1-800-653-6766.  The quality team will assist you in getting in contact with the Regional/Theater
Sustainment Maintenance Management Office Quality representative.

5. WORKORDER INFORMATION PROVIDED BY REPAIRING ACTIVITY:

Nomenclature ___________________________________________

STAMIS WON __________________________________________

NSN __________________________________________________

Serial Number  __________________________________________

Repair Date ____________________________________________

6. QUESTIONS: Contact LSMM, Bldg. _________, Ft. ______________________________

E-Mail: ________________________________________________
Phone: DSN ____________ or Commercial (____) _____________
FAX: DSN ______________ or Commercial (____) _____________
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Enclosure 9-4                                            ISM Regional Repair Warranty Information Fact Sheet

WARRANTY INFORMATION

This item was repaired by the to be filled in by the MA using the appropriate equipment technical manual series 10-40 and if
applicable, an approved AMC Special Repair Authority under the Integrated Sustainment Maintenance (ISM) program.  The to be filled
in by the MA  is committed to meeting or exceeding our customer's expectations in terms of the quality of the products that are
provided.

As a sign of that commitment, if this item does not perform to your expectations within the first 30 days after it is placed in service, it will
be repaired without cost to you upon its return to this repairing activity.  RETAIN this document in the LOGBOOK for the end item in
which it is installed.

TO OBTAIN WARRANTY SUPPORT:

1.  Do not attempt to make any repairs, adjustments or remove any parts from the component.
2.  Do not remove the component from the end item in which it is installed.
3.  Prepare an SF368 (Quality Deficiency Report), IAW DA PAM 738-750 or DA PAM 738-751 for aviation items.
4. Contact your local DOL or supporting general support maintenance activity for a Quality Assurance/Quality Control (QA/QC)
representative and the appropriate Logistics Assistance Representative (LAR).  They will validate the failure. . When this is not feasible
(for example, the unit is involved in a field training exercise, LAR/MAQC inspector is not available, or otherwise deployed from home
station), the unit should segregate the item and initiate a warranty claim at  the earliest opportunity.
5.  Any repairs or adjustments must be approved by the warranting facility.
6.  Any unauthorized repairs or adjustments void this warranty.

NOMENCLATURE:  _______________
WON  ___________________________ NSN:  _________________
Serial Number_____________________ Repair Date:  ___________

FINAL INSPECTION PERFORMED BY ____________________

Questions?  Contact Local Sustainment Maintenance Office, Bldg. 88040, Ft. Swampy, TX 76544
Phone: DSN _______or Commercial ____________
Fax: DSN _________or Commercial ____________
E-Mail: ________________________________________________
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Enclosure 9-5                                              ISM Regional Repair QDR Response Memorandum

MEMORANDUM THRU: COE LSMM  (If response is from an AMM)
FOR:   COMMANDER XXXX

SUBJECT:  Results of Regional Quality Deficiency Report (QDR) Investigation

1.  The Fort Hood DOL received a Quality Deficiency Report (SF 368) on the following item:

   a. NSN:  Block 5 of SF 368
   b. Repairing Maintenance Activity:
   c. Original EVAC Case Number:  (If applicable)
   d. Original WON:
   e. QDR EVAC Case Number:  (If applicable)
   f. QDR WON:
  g. Serial Number:  (If applicable)
  h. Submitted by:  Block 1a and 1b of QDR
   i. Report Control Number:  Block 3 of QDR

2. Failure identified from block 22 of the QDR:

3. Results of quality investigation:

   a. Maintenance Activity Fault
   b. Customer Fault
   c. No Fault Found  (MA could not reproduce fault)
   d. Not Returned to Maintenance Activity  (Includes incorrect serial numbered item returned)

4. Maintenance Findings:

5. Quality process improvements or changes that will be conducted internally to the maintenance repair process or recommended
procedures to be reviewed/changed at the initiator level.

6. Point of Contact at the COE LSMM is ….

SIGNATURE OF COE LSMM OR
MAINTENANCE ACTIVITY SUPERVISOR

(Must be Government Representative)

DISTRIBUTION:

Owning LSMM
Supporting LSMM
Supporting LAR
RSMM

Encl(s).
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Enclosure 9-6                                              ISM Regional Repair QDR Processing Timeline

This timeline provides an approximate time period for actions in the QDR process to occur.  It is intended as a guide.  It is recognized
that numerous actions may take place in the same day or delays may be experienced outside the time discussed here.

TIME                                                       ACTION or EVENT

DAY 1 Unit identifies quality problem, writes QDR, contacts supporting QA/LAR for validation

DAY 2-3 QA/LAR validates the QDR, assists unit in completion of QDR as necessary, signs copy of QDR, gives copy of
QDR to owning LSMM/IMMO.  Owning LSMM/IMMO faxes copy of QDR to repairing LSMM and RSMM,
LSMMs discuss best repair option (If Appropriate).

DAY 2-15 Unit draws replacement component, turns in QDR item to SSA and ultimately to GS/RX account.

GS/RX account  work orders the component to LSMM who directs repair or shipment to the repairing LSMM.

DAY 30 If the item has not been shipped to repairing LSMM, QDR Representative will verify the status.  LSMM QDR
representative sends response memorandum closing out the QDR as not returned.

DAY 15 + MTTR Repairing LSMM repairs the component, determines quality problem and solution, returns the component to
owning GS/RX activity, provides results of QDR to owning LSMM and RSMM.  If component was not returned,
repairing LSMM performs any analysis based on information provided on the QDR and determines if any
corrective actions are warranted.  He provides this information also to the owning LSMM and RSMM.


